The study aim to examine moderating effect of commitment to service quality on the relationship communication, customer relation management and organizational performance. The data were collected by cross sectional collection method from the staff of KSA public hospitals. The analysis and results were drawn by applying PLS-SEM techniques. The result of current study found that there is significant relationship between communication and organizational performance. From the aspect of CRM practices, the study findings were shown consistent with organization performance in the staff of public hospitals in KSA. In the meanwhile, moderating effect commitment service quality were shown insignificant effect on the relationship between communication and organizational performance. However, moderating role of commitment to service quality effects on the relationship between CRM and organizational performance were found significant. This findings helps policy maker and strategist of Kingdom of Saudi Arabia to give priority and standing towards commitment to service quality, which is enhancing the organizational performance of staff of public hospital in KSA. In the last, the study established several limitations and recommendations for Future Avenue.
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This is why communication is very important in the Saudi context. Another thing that may be considered as a challenge to achieving effective communication between employees in the Saudi healthcare context is the nature of the relationship between males and females in workplaces. Although, employees in the Saudi public hospitals constitute both males and females. The cultural divide between females is not limited to the hospitals, instead it is strictly implemented outdoors to avoid free interactions between males and females (Almutairi and McCarthy, 2012) . Such social behaviors evidently prevent to achieve effective communication. Through the means of communication, information reaches swiftly which positively affects tasks performance. On the basis of these arguments from the literature, this study hypothesizes that: H3: Communication of hospital professionals in Saudi Arabia is significantly positively related to organizational performance.
Customer Relationship Management and Organisational Performance
Past studies (Richard and Ronald 2008) admitted that Customer Relationship Management (CRM) is the most important element of the performance of health care service providers. It has been argued that management of relationship between the provider and customers (patients) is a major factor that creates mutual understanding, patient involvement and a relationship that shows customer's trust to the provider. In addition to this, skilful management of CRM between the healthcare service providers and patients adds to greater satisfaction in patients. The customers satisfaction (patients) leads to customer loyalty which in turn raises organizational performance. The efficacy of CRM raises the life standards of patients and subsequently enhances the performance of healthcare centers (Arora, 2003) . He states that effective and friendly relationship between the health service providers and patients help elevate satisfaction and creates effective communication between these two. It ultimately leads to improving health, quality of life of patients, especially those suffering from chronic disorders. Investigating further, the author finds that not being able to manage friendly relationship between the patients and health service providers causes dissatisfaction among the patients and eventually leads towards distrust on the healthcare system. In addition, a negative and unattended relationship will cause the patient to feel cast-off while being treated at the hospital. To conclude the significance of CRM, healthy and active relationship management between healthcare providers and patients is widely seen all-important. Sustaining such relationships can improve the performance of the business. Therefore, this discussion leads us to the hypothesis: H4: Customer Relationship Management (CRM) has a significant positive relationship with organizational performance in hospitals of Saudi Arabia.
Methodology
Considering the context and nature of the phenomenon, a quantitative research technique has been applied for this study. To collect primary data, a questionnaire was designed and used. Recent studies on public sector of Saudi Arabia opted for Balance Score Card (BSC). BSC was employed by Omira (2014) , who examined various factors effecting organizational performance 2017 , Vol. 7, No. 10 ISSN: 2222 in Saudi Arabia covering a number of ministries in the country by 31 items scale. For CRM, the study used scale from Demo Rozzett (2013) with required amendments of words selections and the items to bring the scale in line with the current study. Especially, the original scale consisted of 14 items which were narrowed down to 12 items for this study -excluding 2 items not relevant to the current study. In the present study, two sets of items have been used to measure the construct of communication; the first set comprises 6 items measuring the communication among the team members (teamwork) and the second set of items comprises of 4 items measuring communication between the team members and the patients. All the items are adapted from Ashill, Krisjanous and Carruthers (2004) , who conducted a study that aimed to investigate the antecedents and outcomes of service quality performance of hospitals in New Zealand. To measure commitment to service quality, a questionnaire, originally developed by Mowday, Steers, and Porter (1979) , containing 9 items was used and modified to fit the context of the study, as suggested by Clark et al., (2009) . Pursuing the recommendations of Sekaran (2003), responses from 154 hospital directors in Saudi Arabia were collected as a sample. It has been stated by Sekaran (2003) , that for a population above 259, a sample of 154 is representative to the total population.
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Results
Demographic Profile
As presented in the Table 5 .5, the region and the associated percentage of people included in the sample are: Riyadh, 17.9 percent; Mecca, 12.6 percent; Madina, 7.3 percent; Eastern, 12.6 percent; Qassim, 7.3 percent; Hail, 4 percent; Aljouf, 4.6 percent; Northern, 3.3 percent; Tabouk, 6.6 percent; Aseer, 9.9 percent; Jazan, 7.3 percent, Nairan, 4 percent, and Baha, 3.3 percent. The age of respondents under 30 years, less than 2 percent; between 46 and 50 years, 27.2 percent; between 51 and 55, 16.6 percent and between 56 and 60, 9.3 percent. The statistics of number of beds available in the hospitals included in the sample are: number of beds 50 -100, 34.4 percent; 101 -200, 29.1 percent; 201 -300, 21.2 percent and number of beds 301 -500, 15.2 percent. The statistics of the types of hospitals included in the sample are: general hospitals, 67.5 percent; paediatric and maternity, 6.3 percent; referral centres, 7.3 percent and the specialized health units, 6.6 percent. The statistics of the total time of establishment of hospitals are: 1-5 years, 17.9 percent; 6 -10 years, 19.2 percent, and 10 years and above hospitals, 62.9 percent. The statistics of hospital administration experience included in the sample are: 1 -5 years, 28.5 percent; 6 -10 years, 30.5 percent and 10 years and above are 41.1 percent.
Measurement Model
To put the hypothesis to the empirical tests, first the validity of model was ensured by applying two -step Structure Equational Modeling (SEM), confirming to the recommendation by Anderson and Gerbing (1988) . Pursuing the recommendations, the author first assessed the internal reliability through the means of convergent validity and discriminant validity of the constructs used in the study. The results of the convergent validity and discriminant validity are The prescribed cross loading and composite reliability value is 0.70 = 70 percent or above. While the average variance extracted (AVE) is recommended to be above 0.50 = 50 percent (Bagozzi et al., 1991) . Further, to determine discriminant validity of the constructs, it is recommended that the shared AVE between each construct and its items must be higher than the AVE between the constructs and other constructs included in an instrument (Fornell & Larcker, 1981) . The Table 1 presents the AVE values derived are above the recommended threshold, 0.50 = 50 percent (Bagozzi et al., 1991; Chi, 1998) .
Structure Model
Structural Equational Model (Ringle et al., 2005) results followed the validity tests, as shown in Table 3 and Figure 2 . Table 3 explains the relationship between communication and organization performance (b=0.3126; 0.00). Extract from the table, the relationship between the CRM and organization performance were significant (b=0.3959; 0.00). The values in the table show that moderating effect of Commitment service quality on the relationship of communication and organizational performance was not supported. (b=0.1599; 0.0623). However, the moderating effect of commitment to service quality on the relationship between CRM and organization performance were found significant (b=0.3012; 0.00). 2017 , Vol. 7, No. 10 ISSN: 2222 374 www.hrmars.com 2017 , Vol. 7, No. 10 ISSN: 2222 
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Discussion
The effect of commitment to service quality on the relationship between CRM and commination and organizational performance were examined. This study investigated the staff of Saudi hospitals in this context. The theory of Cognitive Dissonance (Festinger's (1957) , says that CRM and communication shapes the commitment to service quality. The hospitals that had committed leaders tend to leverage highest commitment of employees towards service quality (Clark et al., 2009; Hashim & Mahmood, 2011) . The findings of this study explains that CSQ functions as a moderating factor between CRM and communication in the context of organization performance in the healthcare sectors of Saudi Arabia. The results of the study confirm to the previous studies (Hashim & Mahmood, 2011; 2012) . The studies relative to the communication as antecedents of organization performance. The internal and external communication within the organization and outside organization are considered very critical success factors for any organization (Zohar & Polachek, 2014) . The current study highlights and discussing the issues and challenges facing by the public hospitals in KSA. The current study endorsed previous findings of studies, who claimed that communication effects on other associated aforementioned variables (Wu, Straub & Liang 2015; Oyemomi, Liu, Neaga & Alkhuraiji, 2016) . The management of organization and specifically in this case of hospitals management and administrator of KSA hospitals, communication has positive effect on the organizational performance. Hence, it is concluded that communication in the hospitals effect organization performance. From the commitment of service quality, employee's communication and organization performance can be intervene by the commitment to service quality. This argument reaches to the point that communication can have a positive effect on organizational performance, if commitment of service quality is enhanced.
From the CRM background, this practice was considered important in the hospitals (Rodriguez, Peterson & Ajjan, 2015) . This CRM has been studied from organizational perspective to explore the effect of other variables such organization performance etc (Mohamad, Musa, Othman, Jabar & Majid, 2015; Garrido-Moreno Lockett & García-Morales, 2014) . This study concluded that hospital employees CRM effects on the organizational performance. From the aspect of moderation of commitment to service quality, the results do not effects on the relationship between the CRM and organizational performance. This highlights that commitment to service 2017 , Vol. 7, No. 10 ISSN: 2222 376 www.hrmars.com quality might effects on the CRM practices which ultimately effects organization performance. It can be concluded that KSA hospitals performance can be achieved if employees' have high level of commitment to service quality.
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Conclusion and Recommendation
Overall, the findings of this study identify the moderating effect of commitment to service quality on the relationship between CRM and organizational performance on medical staff in the hospitals of Saudi Arabia. These findings would be instrumental for owners, managers, decision and policy makers of healthcare centers and hospitals in the country. The findings of the study would help the hospitals administration by enriching their knowledge about the role of communication and how it raises commitment of employees to promise service delivery to patients. When the role of effective communication applied, the manager of hospitals would be able to inspire medical staff, promote collaboration, tap employees' potential and enforce an affirmative attitude in employees. Additionally, the study has some possible limitations that demand following discussion. First, the sample drawn for the study only focused the medical staff in Saudi Arabia. That makes the findings not suitable to generalize over other sectors of the country. Hence, research in other sectors of the country needs to be conducted to validate the phenomenon of this study. Further, the data for this study was collected at one point in time which requires future studies to conduct longitudinal studies to validate the findings. Third, the collected data may have personal biasness as the questionnaires were selfadministered. Finally, the total variance explained by this study is 0.481.
